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I also would urge you, as we reform the
global economy, to take these last few days
to reform the way we do business here in
Washington. That means passing campaign
finance reform, lobby reform, making laws
that now apply to the private sector apply
also to Congress. The American people clear-
ly want these actions, and they deserve them.
And again, I believe they want them on a
completely nonpartisan or bipartisan basis.

Lastly, let me say I know that Senator
Mitchell, in rapidly accelerating his aging
process, had further meetings yesterday on
health care reform, and I look forward to
hearing a progress report from him on that,
and I know that all of you do, too.

Now I’d like to recognize Secretary Perry
and General Shalikashvili. Let me say, Gen-
eral Shalikashvili has to go back to the Penta-
gon; Secretary Perry does, too. So we can’t
take any questions here this morning, but he
will be in the Briefing Room soon.

NOTE: The President spoke at 10:29 a.m. in the
Cabinet Room at the White House.

Remarks Announcing the Report on
Customer Service Standards
September 20, 1994

Ladies and gentlemen, I want to thank all
of you for being here. Under Secretary Frank
Newman and all those who were on the sub-
committee on customer service to the Presi-
dent’s Management Council, in particular, I
thank you for your work.

Today we are releasing a report that I think
is literally unique in the annals of the Federal
Government. It is called ‘‘Putting Customers
First: Standards for Serving the American
People.’’ It contains specific new commit-
ments for more than 100 agencies to improve
the way Government serves the American
people.

The Vice President released a report of
the National Performance Review a year ago
this month. It included dozens of extremely
important reforms that have already had a
profound impact on our Federal deficit, on
funding the crime bill, and on making Wash-
ington work better for ordinary citizens. Of
all the recommendations it contained, how-
ever, one I chose to enact immediately by

Executive order was designed to force the
Government to respect the needs of ordinary
citizens again by treating them as valued cus-
tomers. This report describes what has taken
place as a result of that order.

The order called for a fundamental change
in Government. It set forth a requirement
that Government services shall be equal to
the best in business. And it commanded the
agencies, for the first time, to set and publish
specific standards for the services they pro-
vide to the public. Over the past two decades,
there has been a renaissance in quality and
customer service in corporate America.
There’s no reason these same principles can-
not apply with equal force in our Govern-
ment. There’s no reason for an application
to Government agencies to take months or
for a phone call to go unanswered.

We face many great challenges as a nation,
and we can and will meet them. But in order
for Government to do the big things well and
in partnership with the American people, it
must do the small things better as well, in
ways that increase the confidence of the
American people. It must earn that con-
fidence in many ways, one customer at a
time. This report will help us to do that.

Better customer service will also save us
money. For example, Veterans Affairs is al-
ready redesigning the way it handles benefit
applications so that veterans get faster and
more personalized service. The new system
takes 8 steps instead of 25, requires fewer
people, costs 20 percent less. When the IRS
stopped generating puzzling form letters in
response to taxpayers’ questions and—
[laughter]—I used to be one of those tax-
payers that got those published—and let
their employees write and sign sensible an-
swers instead, believe it or not, the cost de-
creased by $600,000. That’s the equivalent
of what 100 average families pay in Federal
taxes each year.

These examples demonstrate a larger
truth. That is, employees of the Federal Gov-
ernment have become partners in the search
for better service. They also are fed up with
the redtape. They, too, want to serve cus-
tomers better, and the National Performance
Review has empowered them to do so.

Let me give you another example closer
to home. This report recounts the story of
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Jackie Collins-Miller, the branch manager of
Baltimore’s Social Security office. Not long
ago, she got a call from a woman who had
received someone else’s check by mistake.
Jackie Collins-Miller jumped in her car,
picked up the check, mailed it to the rightful
owner, and called a few days later to make
sure it had arrived. That’s service that rivals
anything you’ll see in the private sector.

This story reflects the work that has been
done throughout the Government, simply to
listen to the people who pay the bills and
are supposed to receive the service. When
taxpayers said they wanted forms and instruc-
tions that were easier to understand, the IRS
listened. When businesses going through
customs in Miami said they wanted to get
in and out quicker, the U.S. Customs lis-
tened. When veterans said they wanted more
personal attention, Veterans Affairs listened.

This report contains more than 1,500 new
standards for customer service that reflect
the direct input of the American people. The
standards are promises and commitments. In
the days ahead, we’ll measure our perform-
ance against these standards and report back
to our customers.

The principles represent a major step to-
ward the goal that Congress set in the Gov-
ernment Performance and Results Act to
promote a new focus on results, service qual-
ity, and customer satisfaction in Government.
And these standards help to fulfill the prom-
ise that the Vice President and I made a long
time ago, to put the American people first
again.

Again, this report was not written to sit
on a shelf; it’s meant to be read, used, and
followed. Its written and organized to be cus-
tomer-friendly, with chapters labeled Busi-
ness, Veterans, and so on. Its contents are
arranged not by agency or department but
by customer group. It’s organized for those
who use Government, not for those in Gov-
ernment.

Finally, if you’re wondering where the
Cabinet Secretaries are and the agency heads
are while I am bragging about what they’re
doing, they’re not hiding in a bunker and
hoping this will go away. [Laughter] Instead,
they’re busy. We have declared this day Cus-
tomer Service Day all over the United States.
And our Cabinet Secretaries are out there

serving their customers. In Chicago, the Vet-
erans Affairs Secretary, Jesse Brown, will
help veterans file benefit claims in the re-
gional office. In New Britain, Connecticut,
HUD Secretary Henry Cisneros will help
renovate the home of Steven and Rachel
Rival, recent recipients of a loan which allows
people with low or moderate incomes to ren-
ovate distressed property. Altogether, there
are 24 Customer Service Day activities taking
place across our Nation today.

Let me close by thanking the Vice Presi-
dent for the extraordinary work that he and
the National Performance Review folks have
done since we embarked upon this task. Most
people gave our efforts to reduce and im-
prove Government service little chance to
succeed. But he has proven them wrong; all
of you have proven them wrong; events have
proven them wrong. We just have to keep
doing what we’ve been doing.

I want to thank him for the job he’s done
in general, and specifically for this report,
which he will discuss in a moment.

I said when we introduced the NPR on
March 3d, 1933—1993, I’m not that old—
[laughter]—although I feel that old today—
[laughter]—and I quote, ‘‘We must change
the way Government does business and make
the taxpayer the valued customer and the
boss again.’’ We have made a very strong be-
ginning. And with the energy and dedication
of the people in this room and the leadership
of the Vice President, we intend to keep on
doing that as long as we are here.

Thank you very much.

NOTE: The President spoke at 11:50 a.m. in the
Roosevelt Room at the White House.

Proclamation 6722—National
Historically Black Colleges and
Universities Week, 1994
September 20, 1994

By the President of the United States
of America

A Proclamation
From Spelman to Fayetteville State, from

Talladega to Texas Southern, historically
black colleges and universities continue to
play an essential role in our Nation’s heritage.
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